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Introduction

For a better understanding of the effects of restructuring on the occupational group of customer service employees at DB Station&Service AG and DB Sales Ltd. let’s have a look at the process of restructuring these employees are confronted with:

Both of the companies are a part of a comprehensive restructuring process, the so-called rail reform. On the 1/1/1994 the two German state railways (FRG: Bundesbahn; GDR: Reichsbahn) were brought together as a private joint stock company, the Deutsche Bahn AG. Ever since then the concern has been in a process of continual restructuring which has not yet been completed. 

A first central aspect of the restructuring is the division of the value chain, which before the rail reform was completely integrated in both state railways, into an increasing number of smaller companies which nonetheless remain under the overarching concern structure. A second important aspect is the increasing orientation of labour processes according to the criterion of economic viability: for one thing via a process of rationalisation (raising productivity through reduction of personnel, automation, optimising of work organisation etc.), for another through the creation of new services (service point as a new institution at the station, expansion of advisory services in sales). A further basic characteristic of this case is the complete regulation of the restructuring process through collective agreements. The three branch trade unions and well established employee representation across the concern are negotiating partners for the management at concern, company and location level.

The quality of work in both of the companies has been profoundly affected by rationalisation and increasing customer orientation. The intensity of work and the demands on service quality have risen steeply. This went hand in hand with considerable reduction and restructuring of personnel: In comparison with the times before the railway reform a very much smaller number of increasingly female employees perform a noticeably more customer-orientated service. This higher quality of work is being performed under worse conditions of employment. Job security is a given for the present thanks to the Employment Security Collective Agreement of 2005, but after 2010, however, this will be precarious. 

DB Station & Service AG has been created during the second phase of the Rail reform in 1999. The enterprise’s task is to run and maintain the approximately 5,500 stations and smaller stops. The company nationally has 4,639 employees (number of full-time employed persons, date: 30/6/2006), at the Munich location about 120.

DB Sales Ltd. has been set up on 12/9/2006 (formerly DB Person Transport Limited). The company keeps up the necessary sales systems and sales infrastructure for the rail system. There are seven ways to buy your ticket: travel centre, ticket machine, Internet, travel agency, sales in the train, subscription centre and call centre. The company nationally has about 3,000 employees (as yet no exact numbers are available), at the Munich location about 165. 

The German Railway/Deutsche Bahn AG has a total of 228,925 employees (date: 30/6/2006).

For a more comprehensive look at this process of restructuring see the organisational case study “DB Station&Service AG and DB Sales Ltd. – Privatisation of Railway Services”.

1. Description of the sample of interviews

We questioned a total of eight employees. The first common feature is that they are all employed in customer service and have direct contact with the customer. The second common feature is that they all work at Munich central station. The third is that they are all affected by the railway’s restructuring process. 

In order to be able to examine the effects of this restructuring process on employees in differing occupational-biographical and family situations the sample was categorised according to the following traits:

	Sex
	4 men
	4 women

	Company
	5 DB Station&Service AG
	3 DB Sales Ltd.

	Occupational Status
	2 state employees
	6 employees

	Beginning of Employment
	6 before rail reform (1994)
	2 after rail reform

	Age
	4 > 40 years
	4 < 40 years

	Family situation
	5 with children
	3 without children

	Origin
	4 from Bavaria
	4 from East Germany


At DB Station & Service the following people were interviewed (cf. more detailed key data in questionnaires in the appendix):

Gerd is 50 years of age, a state employee and has been with the railway since 1971. He lives with his wife in a small Bavarian town, has two adult children and has been doing shifts at Munich central station without a break since 1974 – before the rail reform as a platform guard, thereafter in the Triple-S-Centre. All of the remaining interviewees from the DB Station & Service work at the service point.

Monika is 27 years of age and did her training in East Germany as a “railwayman in works service”. As there were no jobs in her home area after completion of her training she went to Munich in 2001. She has a four-year-old child, taking turns doing the care with her husband who is also working. In contrast to her colleagues she does not do night shifts for this reason.

Hans, 44, also comes from East Germany, is a skilled assembly worker and has already notched up a lengthy working life with assorted employers. He has been with the railway since 1991, has been employed at the service point since 2001, is divorced and is planning to start a family with his new partner.

Ilona, 53 years of age, has been with the railway since 1984 (formerly the Deutsche Reichsbahn). She, too, was forced by the lack of job opportunities in East Germany to move to Munich where she has been in employment since 2001. Her children are grown up, her husband continues to live in the home town; in contrast to the other interviewees this remains the focus of her life and she commutes once or twice a week between East Germany and Munich.

Sabine is single, 29 years old and comes from a town near Munich where she continues to live. She began her training as a saleswoman for rail and road in 1997 but could not be taken on in the desired sector as a travel advisor because of a hiring freeze at the time. She has been employed with DB Station & Service since 2001.

At DB Sales Ltd. the following people were interviewed:

Lutz is 44 years of age, comes from Munich, trained as a retail salesman and worked in this branch till he changed to the Federal Railway in 1989. He worked as a train attendant and has been with ticket sales since 1995 and for one-and-a-half years as head of reception at the travel centre. He is divorced and lives alone but looks after the two small children he had with his divorced wife on his weekends off.

Ingo, 31, married with no children, began his training in 1990 in East Germany as a salesman for rail and road and had, like the other interviewees coming from there, to move to Munich to keep his job with the railway. He works at the special counter (company and group travel) in the travel centre. He met his wife during training – they both came to Munich together in 1993 and work for the railway.

Barbara, 40 years old, married and the mother of two children (10 and 13), is the second state employee in the sample. She joined the railway in 1986, began working as a train attendant and then with ticket sales. With the birth of her first child she took leave. As a state employee it was possible for her to take leave for 12 years altogether without losing her job. She lives with her family in the countryside; the reduction of her husband’s working hours made it possible for her to start working again full time from the beginning of 2006.

2. Work biographies, career construction, trajectories

2.1
Career profiles in the occupational group

Two of the interviewees are representative of the career path which was chosen by many of the employees of the former Federal Railway till shortly before the rail reform (1994): the career as a state employee. Initially this entailed financial disadvantages (low starting salary), but offered rock-solid job security and the prospect of above-average pension provision in old age. A form of employment of this type is no longer possible for new employees since the privatisation. However those employees who were already state employees in 1994 were able to retain their status. The rail reform shifted them to Federal Railway Assets. Their employer is the Federal Railway Office which <formally speaking> lends its employees to the German Railway. Gerd and Barbara are therefore formally in a different position to their colleagues – but this has no effect on their daily cooperation, often the colleagues do not know who is a state employee and who an ordinary employee.

Employment with the railway was traditionally chosen because one was able to get a secure job with a relatively modest school qualification. In those days the railway was also the second or third choice if someone did not succeed in getting an apprenticeship in a preferred vocation. Motivations of this kind are also to be found among those interviewees who did not follow the career path as a state employee and in part came to the railway after the rail reform. This gives rise to two basic professional-biographical patterns: on the one hand beginning training with the railway straight after the end of school and so at a young age, on the other what interviewees termed the “side entry” option after a few years doing other jobs.

Choosing the state employee option also meant that one could be “used” by the employer as he thought fit: “one was decided” (Gerd). This related to where one had to work and the tasks one had to fulfil. For both the state employees, Gerd and Barbara, neither the location nor the area of work accorded with what they had imagined. This pattern is however often repeated with those interviewees who are regular employees: here, too, one had to adapt to the prevailing conditions. This occurs in the sense that jobs are only offered at certain times in certain places and in certain sectors. Thus career paths within the enterprise depend on where there is current need and alternatives are strictly limited as the employees are moving exclusively within an internal employment market. They cannot simply change to another employer with their specialist railway qualification. Thus their employment is bound up with securities (above all through the Employment Security Collective Agreement which is valid until 2010 – see the comments in the case study), but with only limited freedom of choice.

One of the differences between the work sectors in the travel centre (DB Sales Ltd.) and at the service point (DB Station & Service) is that the ticket sales work has a longer tradition while the service point was first introduced with the rail reform. In the first few years the service point was primarily manned with staff which on account of the dramatic cuts could no longer be used elsewhere. Only recently has labour been increasingly recruited from trainees learning the job at the service point itself.

Despite the fact that the interviewees consistently report that in the course of their professional biographies they have had to accept residential moves (this applies to those questioned coming from East Germany), a long journey to work (this applies to the interviewees from Bavaria who partly commute long distances from home to work) or working in an area which was not their first choice, they are by and large satisfied with their present job. Thus, and not least because of a lack of alternatives, the future career prospects of those interviewed are set entirely within the internal railway employment market: none of those questioned is planning a change of employer, some, moreover, are putting aside any thought of promotion within the enterprise; while others are giving this some thought they consider the career opportunities in the area in which they are currently working to be very limited. The main issue for their professional future is therefore that of job security after 2010.

2.2
Characterisation of the organisational contexts – Relations between restructuring and changes in career profiles and trajectories

The organisational context for the interviewees in both companies is the same inasmuch as they are embedded in the rail reform changes affecting the whole of the concern Deutsche Bahn AG. The stronger focus on sinking costs, on economic performance and service orientation gives rise to a range of effects on the occupational group under consideration here.

The concern’s aim of developing the German Railway into a modern service enterprise has led in the Station & Service sector to the creation of customer service as an independent task assumed by an occupational group. Before the rail reform customer-related services were simply subordinate aspects of the platform guards’ tasks, now they are diverse full time jobs with a range of additional tasks for the staff at the service point and in the 3-S-Centre.

The occupational group of those providing customer service was thus in a sense created with the realignment of the railway. This is apparent in the case of the employees at the service point and in the 3-S-Centre which did not exist before. But it also applies for the ticket sales staff and service personnel in the trains: their job profiles and their relationships to the customers have changed fundamentally. While the conductor in the train earlier was primarily responsible for technical and checking tasks while representing the railway as a state enterprise for the passengers, the train attendants are required today to behave in a customer-orientated way (cf. research on this: Wolfgang Dunkel / Günter Voß (Hrsg.) (2004): Dienstleistung als Interaktion. Beiträge aus einem Forschungsprojekt. Altenpflege – Deutsche Bahn – Call Center. München: Hampp). This development is evident with the employees at DB Sales Ltd. in that in contrast to earlier they actively advise the customer and are supposed to motivate them if possible to make higher value purchases.

This realignment is relevant in professional-biographical terms first in that new occupational opportunities became available for people whose railway jobs had been cut as a result of rationalisation. Secondly it opened up greatly increased opportunities for women to join an enterprise which earlier had been strongly male dominated (see 2.4).

The ongoing division of the concern into numerous separate enterprises led in turn to an increasing limitation of the internal labour market and thus of career opportunities as well as of chances to change from one sector to another: employees with DB Station & Service and with DB Sales can be included in one occupational group and they all belong to the German Railway concern – however they work (as distinct from before the rail reform) for two different employers.

The most serious effects on the trajectories of the employees however result from the massive reduction of jobs in East Germany and generally at the smaller stations, the associated concentration on the large stations as well as from the uncertain future (going onto the stock exchange, end of the Employment Security Collective Agreement in 2010): thus many of the interviewees had to migrate following their redeployed jobs; and for most of those questioned the future appears uncertain as their jobs can only be regarded as secure till 2010. All the same they reckon they have a good chance of being employed beyond 2010 as Munich central station will in future still be one of the largest junctions in German rail traffic and so it will also continue to have the requisite jobs. Moreover the service point has become well established, stations without them are unthinkable. Things look a little different in the ticket sales sector: sales avenues which do not require manning (Internet, ticket machines) are being massively expanded so that job cuts may be expected in this sector.

2.3
Influence of institutional arrangements and policies on the nature and evolution of career profiles and trajectories

The steering of the careers of the workers in accordance with the company’s view of its requirements is one side of the coin – the other is that the German Railway does indeed take responsibility for its employees and therefore tries to meet their wishes: thus Gerd was able to decide for work in the 3-S-Centre and against other employment opportunities when his position as a rail guard was abolished. Hans and Lutz were able to change from another railway enterprise to DB Station & Service, because they could no longer work on the trains for health reasons. Account was taken of Ilona and Ingo’s wishes based on private reasons – if a long way from their home area, then at least that they got jobs in Munich (because a daughter and girl-friend respectively had jobs there), and not at the locations the company first found for them.

So the career opportunities in the sense of promotion in both of the companies researched were very limited: there are only a few middle management positions and they only become available with retirement. However the personnel managers of both enterprises take care to use the employees for positions appropriate to their abilities and desires. Thus Hans would like to be put in a sector where there are not the crowds of customers like at the service point. His line manager knows this and will give him a job of this type as soon as one is free.

2.4
Gender dimensions of the career profiles and trajectories

While in the past the workforce of the Federal Railway was almost exclusively male, now across the whole concern some 20% of the employees are female – with considerable variations according to the subsidiary company or area of work. While the men continue to dominate in the technical vocations, women have expanded strongly into the service orientated sectors. This is also evident in the composition of the workforce of Munich Station & Service: “I have just counted up, 54 women from a total of 128 employees, that was everyone, but at the service point, for service I would say it is almost half (…) Increasing. Among those in training in their second year we’ve only got women, not a single man.” (Interview with the Head of Organisational Unit at Munich Central Station)

The increasing importance of female employees is being flanked by gender policy on the part of the concern which has changed from the former classical policy of promotion of women in a public sector organisation to a form of human resource management, developing the potential of both women and men. Thus the consistent application of criteria of economic success leads to the dismantling of inequality and to the person getting better chances who proves him/herself to be the more capable. Company gender policy is thus in a certain sense depoliticised. An equality spokesman exists only at concern level and she is mainly responsible for public relations. Below this level gender policy does not interest male and female colleagues. The works councillor of DB Sales puts it like this: “It is simply like this with us: same work, same pay. So that the women, too, are not put at a disadvantage and so make the most of their chances.”
This is true of the ticket sales sector and the service point, but not for the 3-S-Centre: here there are eleven men and only one woman employed. According to Gerd the reason for this is that the workforce of the 3-S-Centres is made up mainly of former rail guards who collectively joined the 3-S-Centres in the mid-Nineties. In this sense this sub-sector of Station & Service still represents the gender ratio which was typical for the railway in former times.

By contrast at DB Sales in Munich women are in the majority: about 60% of the interviewees are female. In both companies the highest management level is male; in middle management however women are becoming increasingly important.

2.5
Diversity dimensions of the career profiles and trajectories (ethnicity dimensions)

The workforce in both of the companies which were examined is very largely made up of employees who are of German origin. This is noteworthy inasmuch as, as discussed in the interviews, dealing with foreign customers makes up a substantial part of daily work. This is why it would actually be helpful to have more employees of another nationality providing a greater range of language skills. In contrast to other large enterprises in Germany there are nonetheless hardly any foreign employees with the DB AG <German Railway>: In 2002 there were just 1.8% employees and 4.75% in training of foreign origin. One explanation for this may be that a precondition for state employee status in Germany is German citizenship and that this was a common form of employment with the railway before the reform. Nonetheless it is noteworthy that the railway has still remained very German.

The distinction between different regional backgrounds is more important for career profiles than ethnic diversity: while the interviewees from East Germany were compelled by the German Railway’s massive cuts in jobs there (cf. organisational case study) to move house in order to continue working with the railway, this was not necessary for those questioned from Bavaria. Hans states his point of view on this development – and not without hinting at certain resentments between East and West Germans, ”Ossies” and “Wessies”:

(“How did it come about that there are so many colleagues from the East here?) “Because over there they’re all gone. Stations were closed down.” (“There’s been a total dismantling there”) “Görlitz, Leipzig, Chemnitz, who knows, and all of the station staff were reduced. And that’s how we all went over. Trainees over there were not taken on after training, they were taken on here. That’s how we have a lot from the Dresden, Leipzig area, we’ve got a lot of people here, Erfurt, there’s a whole crowd of East Germans here. Hardly any Bavarians. One had a go at me once: ‘Yes; you’re taking away our jobs’: And me: ‘When I started with the firm, none of you Wessies wanted to do shift work. I wanted to and now, now you’re grumbling. It’s your own fault that we came over!”

3. Changes in occupational identity

Before the rail reform it was customary to get to know many aspects of the railways during training. Gerd talks about his training in the Seventies:

“General education it was called.” (“What were the main topics?”) “A little bit of everything, there was dispatch of goods, we went into the goods wagons with the sack barrow, unloading or loading: You filled out the freight documents, you oiled the points, you set the signal, you were always somewhere else (“That was the practical side, the emphasis was on the practical training?”) “Both; we also had vocational school, three years, we had both. From oiling the points to going with the shunters, to going with the train attendants, letting down a barrier with the station inspector under supervision. Selling tickets, in the administration…so simply everything.” (“One simply got to know the whole enterprise.”) “Right.”

Such a general training in a male-dominated and largely closed world led to an extremely consistent identity of the classical railwayman who identified with his enterprise, knew his colleagues well, could get enthusiastic about the railway as a technical institution (the locos, the rail network, the stations…) and often lived in a cheap rented flat belonging to the railway as well.

While the social type of this railwayman is in the process of disappearing more and more, certain aspects of this type are still present: the interviewees identify more with the German railway concern than with the separate companies which employ them (from time to time they are not quite sure what the company was called where they trained a couple of years ago on account of the frequent creation and renaming of companies over the last few years…). Older employees who already worked for the railway before the reform emphasise as distinct from their younger colleagues their knowledge of the railway structure and use this to find informal ways of solving problems through contact with colleagues, no matter which company they are in (cf. organisational case study on this, chapter 3.2.1). Even if people no longer know each other so well they self-evidently use the more familiar “du” form speaking to each other, regardless of whether they are working in the same or different companies of the DB concern.

The identity of the occupational group examined here is not created by a particular training or profession. Here too it may be significant that some were not able to remember (or only with difficulty) what their training qualification was called. Identity is still conveyed for the most part by working for the railway – and that is how you introduce yourself to other people if you want to say something about who you are: you work for the railway – or, the second possibility, you work at Munich central station. This local unit also conveys identity. For some interviewees this is concentrated on their own job, others like Hans in particular feel responsible for the station as a whole and are therefore happy to leave the service point to check everywhere that things are OK.

Furthermore it is important for the identity of those questioned that all of those who have face-to-face contact with customers wear a uniform. This is also the case with the train attendants. The point of this for the customers is that they recognise the employees of the railway as such. But they cannot as a rule tell whether it is an employee of DB long distance traffic or DB Sales or DB Station & Service – if he knows at all that the railway is divided up into such companies. In this way the identification with the railway in its totality is encouraged from the customers’ perspective, too.

A new feature of the identity of this occupational group is the view particularly on the part of the female interviews that very much as a matter of course one is customer orientated. This can be burdensome, annoying and stressful. But it is the core of the job and plays a considerable part in a certain pride the interviewees feel about their performance.

All in all it may be concluded that – at least in the customer service orientated sectors of the German Railway – on the one hand a fundamental change has taken place in occupational identity: the self-image of the employees who are to a large extent female draws much more strongly on a customer orientated work approach and has less and less to do with the railway as a whole. The separation of the concern into a number of formally independent companies has however had little effect on the occupational identities. One defines oneself primarily as an employee of the railway and not as working for DB Sales or DB Station & Service.       

4. Quality of work

4.1
Relations between restructuring organisations and working conditions 

The central transformative processes in the customer service of DB Sales Ltd. and DB Station&Service AG are 

· Intensification of work: “Earlier there used to be an occasional break between two customers, today he doesn’t have a break any more. It’s customer, customer, customer.” (works councillor of DB Sales Ltd.) While a continual intensification of the work in the ticket sales sector (in the sense that work breaks are avoided) may be observed, the intensity of work at the service point depends to a large extent on whether there are irregularities in the schedule. Train delays which lead to connections being missed can lead to a steep increase in demand for services and the employees have to do their best to deal with such – as a rule unpredictable – peak stress phases. The problems are made worse by the fact that just when the demand is greatest they often have to face angry or aggressive customers. This is a considerable source of stress for the service point staff. (for more detail on this see organisational case study 3.4.1).

· Greater customer orientation: apart from the introduction of the service points and the 3-S-Centres architectural redesign of the sales situation has played a central part: while in former times the counter divided by a pane of glass was the rule, the introduction of the travel centres has enabled the creation of a more direct and personal communication situation without a dividing glass pane. In addition with the head of reception in the travel centre a new type of addressee has been brought in for the customers.

· More demands from customers: “But in the last ten years people’s expectations have risen incredibly. All the things they want! Of course the media give things a boost, nowadays there’s all sorts of rubbish in the newspapers. And it wasn’t that way earlier, either: you (the customer) sometimes acknowledged this, you came to terms with certain things.” (Head of Organisational Unit at Munich central station) “People expect more, that’s quite clear. Because we set these things up. Clean stations, then structures suitable for the disabled and all that. There wasn’t any of that earlier.” (Gerd)

· Improved use of labour: At the service point the tasks are being extended (mobility service, special service for travellers in delayed trains) and employees receive modern technology (computer equipment in the 3-S-Centres and at the service point,  cell phones for the mobile platform service). In the travel centre the computer-based information channels have also been expanded; moreover financial incentives are being offered for the active sale of more expensive products.  

Apart from the introduction of service orientation and intensifying of work, long term reduction of staff is also significant for the quality of work.

At the time of the interview the service point was clearly undermanned as the fluctuation in personnel during 2006 had not been compensated with hiring of new employees. While the employees suspect that against the background of general staff cuts by the railway this could be an intentional reduction of personnel, line-managers at Station & Service emphasise that this is only a temporary situation and new staff are to be taken on soon.

Employees of DB Sales limited are for their part being confronted with a rising number of more efficient ticket machines which have been set up at various points of the station, among others in the travel centre: “Yes, through the takings you notice it at the counters with the  machines. Previously there were three more counters where the machines are standing. Of course they are gone, the machines are in their place. And most people want to have it cheaper. Personal service with the Bayern ticket for instance costs two euros more, so they then go to the machines, that’s what they used to get at our counters.” (Ingo) Up till now increasing automation of sales could be compensated by the travel advisors having more time now for advice-focussed sales. But as they are selling less products they have to make all the more effort to actively sell more expensive products themselves. But in the view of the works council they will not be able to prevent the progressive reduction of sales staff in future this way either.

A further central change concerns the employment relations: ordinary employee status has replaced that of state employee. All of those interviewed have a permanent contract and enjoy protection against wrongful dismissal, which the rail unions were able to negotiate in 2005: the Employment Security Collective Agreement, which rules out works-related sackings until 2010. Job security has however been bought with concessions: weekly working hours were generally raised by one hour, but at the same time an hour less is being paid. In addition bonuses such as that for speaking foreign languages were cut. The employees define their situation as a bit-by-bit reduction of positive aspects of their employment which the employees’ representatives should be counteracting. And they cannot be sure either that employment will still be guaranteed after 2010 – something which was one of those self-evident facts for rail employees before the rail reform.    

4.2
Management of working time 

As the service point and the 3-S-Centre are open round the clock and the ticket counters are also open except for a few hours in the night it is necessary to organise working hours through shift plans. Shift work in itself is nothing new for customer service at the station. However in the course of restructuring there have been some changes in the schedules. These relate to the length of the shifts: in former times eleven hours were worked frequently. This accordingly meant a higher number of days off. They relate to the composition of the shifts: earlier one was on duty regularly with the same circle of colleagues, today it changes from day to day, because the shift plan is highly individualised. The number of early, day and late shifts and their place in the shift plan change constantly. Thus it comes about that one time one has a schedule that matches one’s own needs, another time a schedule which is the contrary to them. Essentially the employees have to come to terms with a work-leisure rhythm which is set for them. Indeed the problem of combining work and private life (work-life balance) is considerably worsened for most of the interviewees by the fact that the weekend as leisure time as defined by society has ceased to exist as such: they only have every third weekend off completely.

For the employees shift work means that they have to adapt their lives very flexibly to the requirements of the temporal dictates thus set. In addition to this the workers often have to put up with lengthy travel times between flat and workplace, thus the gap between some shifts at home is very short and so sometimes there remains just time enough to sleep and eat. This sets the basic pattern of work-life balance. (see 6)

Adjusting to the pre-set shift times is however not achieved exclusively by appropriate dovetailing of one’s private life to match: the employees do indeed have the chance to influence their working hours. But as the way to do this is via the person responsible for planning the duty schedules the employees are dependent on this person’s cooperation. While at Station & Service the schedule planner is popular with all the interviewees for trying to do everything he can to match individual wishes on working hours, at DB Sales Ltd. the line is that the shift plan is produced by the computer and therefore cannot be influenced – much to Barbara’s dissatisfaction who complained that the working hours she was allocated were highly impractical. 

4.3
Gender dimensions 

In both companies both the content of work and the pay for this work are structured in a remarkably gender neutral way: “same work, same pay”. Shift work by contrast is more problematic, as it can create difficulties for those with family responsibilities. The reason why there are a lot of very young and of older employees with Station & Service, but scarcely any in the 30-40 age group could be the lack of compatibility between shift work and family responsibilities. (For more detail see chapter 6)

5. Learning and skills development

5.1
Changes in skills requirement 

The German Railway employs almost exclusively persons whom it has trained itself. Nonetheless the employees in the two enterprises which were under research have different types of formal qualification. Among the older employees who had trained with the state railways and as a rule went up the career ladder as a state employee qualification for a wide range of possible jobs of a non-technical description (the technical service includes engine drivers, maintenance workers etc.) was typical, followed by employment in various functions.

Subjects taught during training are largely irrelevant to the current skills required in customer service. The training programmes of the younger interviewees are commercial by contrast, adapted much more closely to the service tasks of DB Station & Service and DB Sales Ltd. The companies focus their training precisely on their own requirements; practical training begins in the first year of the programme with assignments at the service point and the ticket counter. 

The travel advisors need comprehensive knowledge of the price system of the German Railway to do their work. For the work at the service point experience derived from practical work is regarded as more important than formal knowledge through training: “(I have another question about training. Did you learn what you need now in your everyday work during your training, were you prepared for it?) No. (3 years of training, getting to know everything?) But not what I do now. No, let’s say, what we are learning here now you don’t need training for, normally. Because that’s what you pick up over the years anyhow.” (Monika)

However in both areas social competence and stress resistance are important prerequisites to bear the specific strains of the customer service required there and to be able to keep up general friendliness and preparedness to provide service for the customers.   

5.2
Management of learning and skills changes 

On account of the frequent changes made in the sales offers training courses are constantly necessary. For this purpose DB Sales has two specialist trainers who try to develop specialist and social skills with small groups of employees. This training is given a special quality by regular test purchases in which the employees’ sales behaviour is examined and the results discussed with them. This form of monitoring and qualification, too, has been agreed with the works representatives who insisted that no individual disadvantages be allowed to follow from the test purchase situations.

The employees at the service point are also trained in regular so-called service meetings. The service coordinators are responsible for these.  

6. Work-life balance

6.1
Work-life balance friendly policies 

The conditions of the shift work system, which set the work-time patterns for a large number of employees via computer programme, do not by and large allow for either self-determined flexible time management for the workers or provide a guarantee of a constant and reliable rhythm between work and leisure time. To this extent the workers are forced to subjugate their private lives to the conditions of shift work.

Nonetheless there are certain opportunities to integrate one’s own wishes into the work organisation. There is not much difficulty about wishing not to have to do night shifts at the service point as manning is minimal for this and there are plenty of colleagues who like working this shift. All four interviewees who work at the service point have been excused from doing this shift. To a limited extent it is possible to only do the early shift at the service point, as is the case with Monika, allowing work and child care to be compatible. But as the shift work system at the service point (and even more at the 3-S-Centre) is organised on the basis of the majority of employees doing shift work, this type of solution is only possible for a few employees.

The situation as regards the option of working part time is different. At the service point this is no problem, but only a few of the employees take the opportunity and the company does not particularly push it. Things are different in the travel centre: here the peak working times can be planned better (mornings and evenings during peak travel periods) and so the enterprise would like to make increasing use of part-time workers whose working hours can be better limited to the peak demand times.

People do indeed expect to decide flexibility for themselves at Station & Service. For this they turn to the schedule planner responsible who takes account of individual needs as far as possible. However the workers only do this for a very good reason as they are well aware that changing the shift plan is a highly complicated business. This is particularly true at times of staff shortage, as at the time of interviewing at the service point. The employees at DB Sales Ltd. do not report a flexibility of this type – apparently the system does not allow such room for manoeuvre; the only way to attain this is through good cooperative relations with the people responsible.    

6.2
Relations between work and other duties 
Ilona appreciates the fact about her work at the service point that “nothing is left on the desk afterwards”. This means that the work itself does not entail being confronted with unfinished jobs, something which can be typical of office work. For work-life balance in turn this means that you neither have to nor are you able to take work home. This encourages a clear division between paid work and private life. This clear division can however disintegrate if one has to compensate for stresses at work in one’s leisure time, for one thing weariness through long and inconvenient (very early or very late) working hours, for another through experiences with aggressive customers culminating in personal insults:       

“There really are some, you take it to heart personally, even if you really don’t want to, but you keep on thinking about it or you take it home with you or if, say, people attack you personally, now not the railway but you personally, then it’s a bit, well, sometimes tricky.” (“Do you try to protect yourself from this?”) “Yes, I try now not to let it get to me. I think to myself, he’s really aggravated, he’s angry and he needs to let off steam somehow, but it usually works. Usually.” (“Can you talk about a time when it didn’t work?”) “There was a case, he was one, I don’t remember exactly what happened or what his problem was. But I don’t think it was anything serious, nothing difficult. At any rate he insulted me personally, his line being our job is a load of shit anyhow, so to speak, and then he went on and on the whole time at that level. I couldn’t say any more, I went out afterwards and tears were running down my face.” (Sabine)

Apart from the problem of finding time and the opportunity to compensate for professional stress (e.g. being able to talk to someone about it), shift and weekend work in particular pose considerable problems in combination with other activities. Shift work makes it impossible to assume responsibilities regularly at set times outside paid work. Weekend work for its part prevents shared leisure time with friends whose paid working hours are organised so that leisure activities are concentrated at the weekend.

If one looks at the responsibilities of the interviewees in their family context it becomes apparent that all of those questioned have – if in various ways – been freed from such responsibilities: either they have a partner who only works part time and is able to set fixed working hours (Gerd, Barbara, Ilona), or they have no children and live together with a partner who also works shifts (Hans, Ingo) or they live alone (Sabine, Lutz). This is different with Monika: She has a small child and a husband who is working. But she is also the only interviewee who does not do shift work. This is possible with Station & Service, but only in exceptional cases, because otherwise service could not be kept going round the clock. But such exceptions are made.

6.3
Gender dimensions of the relation work and other duties 
At first sight there appears to be no difference here between men and women: Gerd has a wife who works part time, takes care of things at home and makes it possible for him to devote himself to working hours which change daily. Barbara and Ilona have husbands working part time who do housework if the wives are not around. However if one examines the origins of this division of labour pattern an important difference becomes apparent: female paid work on shifts is only possible if the family permits it – male work on shifts by contrast sets the conditions making female paid work possible. Thus Barbara’s husband’s change to part time work opened up the possibility for her to return to work. Before that she had been a full-time housewife and mother for twelve years. Ilona was able to change to Munich and begin with shift work because the children had left home, not because her husband was only working part time. On the other hand Gerd has always worked shifts and his wife could not work as they had two children. Only since the children have been able to look after themselves has she taken up a part time job once again.

Barbara describes how it is not self-evident for women to wean one’s own family from the continuous care of a full time mother and pursue one’s profession: “It took a bit of time for things to run smoothly. And OK my duty hours are hanging on the pin board. We’ve got a nice family calendar where everyone’s got their column. Mum has got two, one for the duty hours and one for the times away from home till I am back. Because with just the hours on duty they don’t really get the idea. The small one at ten doesn’t quite catch on that he’s got to add on almost two hours before and two hours after. Then I always write him down when I really leave the house and when, according to the plan, I’m coming back home. And then they always look if they are doing something themselves or want to arrange something with friends. Aha, mum’s working then, we can arrange something. The time spent at home has changed, it’s got a different quality. You experience it more consciously, the time at home. And I don’t think it’s bad now not always being available, well quite the opposite. I think it’s quite good for the children too to realise I can’t just shout here! And mum is on the spot, arms at the ready; well, that that’s not going to happen.” 

The salaries of the customer service personnel in the two companies examined vary between the pay levels E5 and E7 and thus between €1,700- and €2,500- gross. This is, measured against the cost of living in Munich and the surrounding area, a rather low income. Thus a large number of those employed live outside Munich and put up with long trips to and from work daily. The contradiction between the high cost of living at the place of work and comparatively modest income limits the opportunities for successful work-life balance in a number of ways: part time work will be unacceptable for many because the earnings are undoubtedly too low; the employees have to look for cheaper flats – these are cheaper the further they are away from Munich – this in turn extends travelling times and considerably lengthens working hours which are already long and in part inconvenient even more.

7. Conclusions

7.1
Basic characteristic of the case study

The change processes confronting the occupational group of customer service staff with the companies of the German Railway are set in the context of the rail reform, a privatisation continuum of public services lasting from 1994 until the present day. (see introduction).

The interviewees as an occupational group represent employees who provide rail traffic related services in direct contact with customers. This group includes, besides the travel advisors of DB Sales Ltd. and the service personnel of DB Station & Service, also the train attendants (employed by DB long distance traffic and DB Regio) as well as the call centre agents with DB Dialog Ltd. who deal with travel information for the German Railway. It thus includes occupational groups which have long been in existence (travel advisors and train attendants) as well as some which have been newly created (employees with the service point and call centre agents).

Here it is not a shared professional self-image and not the respective company where they are employed which is the decisive factor for the occupational identity of the employees with DB Sales and DB Station & Service. The decisive thing is that one is employed with the railway, but also more recently that one sees providing customer orientated service as a central part of the job.

7.2
Global evaluation of the relation between restructuring, work organisation and quality of life

The realignment of the German Railway in the sense of greater service orientation has improved the standing of customer service in the enterprise. This goes hand in hand with the replacement of a purely male society with mixed-sex teams. Here female employees have become much more important in sectors in which customer service is a priority. It is also the occupational group which stands for the new service orientated culture within the German Railway and which (according to rough estimates) is made up of about equal numbers of male and female employees.

For the employees themselves this development entails drastically increased requirements in terms of customer-friendly behaviour. While this improves service quality it leads in particular to greatly increased stress for the customer services employees, if the customers don’t happen to be friendly but angry, arrogant, aggressive or likewise. This can be the case specifically at the service point which in a sense is conceived as the “lightning rod” for customer’s rage. So the employees have to be more friendly while being able at the same time to bear more unfriendliness.

As regards job security and working hours the restructuring process has meant to a degree both worsening of conditions and a more uncertain future. However the interviewees are aware that because of the collective agreements accompanying the whole of the restructuring process (cf. the organisational case study on this) they appear to be in a relatively secure social situation.

7.3
National / regional institutional characteristics that shape the changes observed 

German reunification in 1990 has played a significant role in a number of ways. For one thing it created a situation which necessitated the fusion of both state railways (Federal Republic, the Federal Railway; the German Democratic Republic, the Reichsbahn). At the same time the pressure grew for a more viable economic organisation of the railway (described in detail in the organisational case study), leading to comprehensive restructuring, especially drastic cuts in staff. In view of the considerably overage staff structure in the Federal Railway at that time the option opened up of making use of the increasing numbers of workers being laid off in East Germany to meet growing need in the West. For these people this often meant leaving their homes and having to go to the West – a migratory movement moreover which was and is to be observed not only with rail employees but also in many other companies and branches. As regards the staff composition of the occupational group this resulted in the workforce from the beginning of the Nineties in some sectors consisting more and more of employees from Eastern Germany, in some they are now the majority.     

7.4
Importance of the case study results for the WORKS research questions

The results show that restructuring in the customer service sector not only can affect employment conditions but also the content of the work. Stronger customer orientation of service provision increases the importance of the customer’s role: more and more it is the customers and their behaviour which influence the quality of the work and are decisive in how stressful or rewarding the work is for the employees. It is true that the rail unions have been able to attain notable successes in the field of job security (cf. organisational case study). But as far as such novel stress factors caused by the customer are concerned they as yet lack the tools to be able to provide better support for the employees. To this extent dealing with the burdens of customer contact has remained a largely individual problem until now.

Much the same applies for the organisation of work-life balance. It has become clear that adapting to shift work conditions as they predominate for the groups of workers researched imposes very specific demands on the private lives of the employees which they can scarcely influence. The effects of restructuring can therefore only be understood with reference to the employees’ lives outside paid work.

Finally, it was apparent that restructuring processes not only influence conditions of employment and work but also career development opportunities. The professional biographies of the interviewees have been strongly formed by having to migrate after the decreasing employment opportunities offered by the railway (from East to West Germany) or having to pursue them daily (commuting between home area and workplace). In this sense the broad lines of development of the rail reform make deep inroads into the lives of many of the employees.     

Appendix: Key data questionnaires

	Personal information

	Name/Code
	Gerd (Interview 2)

	Gender
	M

	Age
	50

	Ethnic origin 
	Indigenous, Bavarian origin

	Family Status
	Married, lives together with partner about an hour’s rail journey from the workplace.

	Responsibilities in the family/support 
	Stable traditional family division of labour: the man is free to do the paid work (he has been doing shift work for decades) and doesn’t have to bother about  family matters; until two years ago the woman was responsible on her own for children and household as the housewife; for the last two years she has worked on a part-time basis / the irregular shifts and frequent weekend work severely limit leisure activities (with the wife, but especially with friends or in clubs) 

	Children 
	2 (18 and 21 years old)

	Skill profile and trajectory

	Skills profile 
	Secondary school certificate, then training with the railway as Federal Railway assistant, middle grade of state service 

	Job history 
	Since 1971 with the railway, since 1974 in Munich, first as a platform guard then after the rail reform as an employee in the Triple-S-Centre/ Gerd is aready thinking about retirement, job security is no problem for him because he is in state service

	Current job

	Type of organisation 
	DB Station&Service AG

	Present job 
	Employee Triple-S-Centre (Information Centre), Gerd is not expecting any more changes and will stay with the railway till he retires 

	Short description of tasks 
	Triple-S-Centres were created in the mid-Nineties after the rail reform: the employees keep an eye on the stations in a particular region around the clock and are the contact point for problems or irregularities of all kinds / it’s their job to initiate any necessary steps and to do the coordinating 

	Working hours
	41 hours per week / 10 week rota with alternating early, late and night shifts, in part with just short breaks between the shifts 

	Access to training 
	Training courses on technical topics and on social interaction with customers when the Triple-S-Centres were introduced / no more trainings since then 

	Experience of restructuring 
	Before the rail reform as a platform guard „running for nine hours“ , now „sitting for nine hours“ at screens and on the telephone / gradual worsening of employment conditions and career opportunities as a state employee 


	Personal information

	Name/Code
	Monika (Interview 4)

	Gender
	F

	Age
	27

	Ethnic origin 
	Indigenous, East German origin

	Family status
	Married, lives near Munich 

	Responsibilities in the family/support 
	Both are in employment, the husband takes care of the child when she is not at home / during the week the child is in kindergarten, the husband takes the 4-year-old in the morning, Monika picking the child up in the afternoon / this arrangement is possible because Monika does not work shifts: She works exclusively on the early shift from 6 am to 3.30 pm 

	Children 
	1 (4 years old)

	Skill profile and trajectory

	Skills profile 
	Secondary school certificate, training as a „railwayman (sic) in works service“ 

	Job history 
	Beginning of training in 1996 in East Germany / She chose this training  because there were not enough places for an apprenticeship in her preferred vocation in hotel and catering  in her home area / 2001 Move to Munich,as there were no jobs to be had in her home area / two years parental leave / she would like to stay with the railway 

	Current job

	Type of organisation 
	DB Station&Service AG

	Present job 
	Employee at Service Point, has no particular career or job aspirations, but can imagine working elsewhere at Munich central station (for example making announcements) 

	Short description of tasks 
	Providing information for customers about the German railway’s traffic service but also generally about all topics travellers might raise / Working at the service point and in the mobile platform service

	Working hours
	41 hours per week, no shifts 

	Access to training 
	The line managers carry out regular trainings at the service meeting on topics of immediate relevance for work at the service point 

	Experience of restructuring 
	Monika was forced to leave East Germany for Munich in order to be able to work for the railway long term 


	Personal information

	Name/Code
	Hans (Interview 5)

	Gender
	M

	Age
	44

	Ethnic origin 
	Indigenous, East German origin

	Family status
	Divorced, recently engaged. Lives with new partner about 30 minutes by train from Munich 

	Responsibilities in the family/support 
	His fiance also works for the railway. The schedule planner does his best to ensure they have the same shifts so they can have time off together. They would like to marry and have a family. Their greatest fear is that their respective job security could be endangered 

	Children 
	Planned 

	Skill profile and trajectory

	Skills profile 
	Training as a machine assembly worker in the GDR, training as a Federal Railway conductor 

	Job history 
	Various jobs (including in ship building), 1991 joined the railway, worked for in-train personnel, works councillor, 1996 marriage and move to Munich, long serious illness, change from DB Regio to DB Station & Service, work at the Service Point / changing to another employer is out of the question for him as he sees no alternative 

	Current job

	Type of organisation 
	DB Station&Service AG

	Present job 
	Employee at Service Point, would like in future to do only the left luggage locker service and lost property („work in the back“) and has got his line manager to note these wishes / he is playing with the idea of standing once again for the works council but fears that this could impinge on his private life – this is the most important thing for him at present 

	Short description of tasks 
	Providing information for customers about the German railway’s traffic service but also generally about all topics travellers might raise / Working at the service point and in the mobile platform service / as well as standing in at lost property and the left luggage service 

	Working hours
	41 hours, shift work, early, daytime and late shifts between 6 am and 12 midnight, no night shifts 

	Access to training 
	Service meeting and service workshop (specialist trainings by external trainers) 

	Experience of restructuring 
	The „Change“ gave Hans the chance to find a new job. In his case the move to Munich was not under compulsion but a desire for private reasons. Present restructuring is however perceived as a latent threat to his job security. 


	Personal information

	Name/Code
	Ilona (Interview 6)

	Gender
	F

	Age
	53

	Ethnic origin 
	Indigenous, East German origin

	Family status
	Married

	Responsibilities in the family/support 
	She has two households, one south of Munich, a second together with her husband in Thuringia (a 4 hour train ride away). She spends as much time there as possible and thus commutes up to twice a week. 

	Children 
	2 adult children

	Skill profile and trajectory

	Skills profile 
	Secondary school certificate, shop assistant 

	Job history 
	Employment as shop assistant, in 1984 changed to the Deutsche Reichsbahn (because the working hours were easier to combine with the children’s school hours), work as a cleaner and in the upholstery of a repair works till 1994 (works closed), worked for some years on call for the DB’s own job creation company, in 2000 training courses with Station & Service for the Expo, work at a small station near her home town, took up her present job after the station was closed in 2001 and she would like to continue like this for a few more years  

	Current job

	Type of organisation 
	DB Station&Service AG

	Present job 
	Employee at Service Point, would like to stay there 

	Short description of tasks 
	Providing information for customers about the German railway’s traffic service but also generally about all topics travellers might raise / Working at the service point and in the mobile platform service

	Working hours
	41 hours, shift work, early, daytime and late shifts between 6 am and 12 midnight, no night shifts 

	Access to training 
	Service meeting

	Experience of restructuring 
	The first cut was the closing of the repair works where she had worked for ten years / the second cut was the closing of the small station in Thuringia and the subsequent move to Munich which was necessary in order to continue working with the railway. She went to Munich because her daughter was already working there with the railway.


	Personal information

	Name/Code
	Sabine (Interview 7)

	Gender
	F

	Age
	29

	Ethnic origin 
	Indigenous, Bavarian origin

	Family status
	Living alone, but has a partner 

	Responsibilities in the family/support 
	She continues to live in her home area near Munich (about 30 minutes way by train) and is in contact with family and friends in the home area. It is a problem combining her shift work hours with her friends’ leisure time.  

	Children 
	-

	Skill profile and trajectory

	Skills profile 
	Middle school certificate, sales training for rail and road 

	Job history 
	Training with the railway from 1997 / On account of a hiring freeze no chance of being taken on as a travel advisor – thus passed on through the internal job market to Station & Service, work at Expo 2000, permanently employed at Munich central station since 2001/would like to stay there, but lack of career opportunities are a problem – therefore she is thinking about an open university course parallel to working. 

	Current job

	Type of organisation 
	Station&Service AG

	Present job 
	Employee at Service Point 

	Short description of tasks 
	Providing information for customers about the German railway’s traffic service but also generally about all topics travellers might raise / Working at the service point and in the mobile platform service

	Working hours
	41 hours, shift work, early, daytime and late shifts between 6 am and 12 midnight, no night shifts 

	Access to training 
	Service meeting

	Experience of restructuring 
	She could not be employed in the sector for which she was trained (as a travel advisor with DB Sales Ltd.), but was set to work in another area. 


	Personal information

	Name/Code
	Lutz (Interview 11)

	Gender
	M

	Age
	44

	Ethnic origin 
	Born and grew up in Munich 

	Family status
	Divorced, lives alone in Munich 

	Responsibilities in the family/support 
	Lutz applied for the position of head of reception not least because he has every other weekend off regularly and can have the children at this time / otherwise he is largely free of commitments in his private life 

	Children 
	2 (5 and 7 years old)

	Skill profile and trajectory

	Skills profile 
	Retail salesman, internal railway training courses 

	Job history 
	Work in the retail branch, 4 years with the Federal Army, taken on by the railway as a worker in 1989/ at first with in-train personnel,  change in 1995 to ticket sales on account of health problems, since 2005 head of reception in the travel centre 

	Current job

	Type of organisation 
	DB Sales Ltd.

	Present job 
	Travel Advisor - Head of Reception of the Travel Centre, Lutz would like to reach an even higher position, but the appropriate opportunities with DB Sales at Munich central station are very limited 

	Short description of tasks 
	The main task of the head of reception is to guide travellers to the right sales point. Apart from this he has certain supervisory functions for the travel advisors in the travel centre 

	Working hours
	41,  early, daytime, late shifts between 6.45 am and 8.30 pm, every other weekend off 

	Access to training 
	Training courses by two specialists who are part of the Munich DB Sales Ltd. team, e.g. courses on international tickets 

	Experience of restructuring 
	While he registers the changes they do not have any serious consequences for him personally – he neither had to move house nor were there negative changes in his work or conditions of employment, on the contrary: the newly-created position of head of reception (which occurred in the context of rationalisation and increasing service orientation) meant an improvement financially and in working hours for him. 


	Personal information

	Name/Code
	Ingo (Interview 12)

	Gender
	M

	Age
	31

	Ethnic origin 
	Indigenous, East German origin

	Family status
	Married, Ingo got to know his wife during training, they went to Munich together and both work for the railway.

	Responsibilities in the family/support 
	Wife works 70%, so they have free time together more frequently – when his wife worked full time they sometimes didn’t see each other for days as both partners work shifts / the housework is done by the one who happens to have time (here the woman has more time); they like doing things together / the circle of friends is largely confined to other employees of the railway who also work shifts 

	Children 
	-

	Skill profile and trajectory

	Skills profile 
	Middle school certificate, training with the railway as a salesman for rail and road 

	Job history 
	Beginning of training with the railway in 1990 in East Germany, after the end of training in 1993 move to Munich with partner, as there were no jobs to be found in East Germany / first employed at the universal ticket counter, soon changed at his own request to the special counter / would like to stay with DB Sales Ltd., but only feels secure until 2010 

	Current job

	Type of organisation 
	DB Sales Ltd.

	Present job 
	Travel Advisor – Special Counter (Company and Group Travel), in future he would like to work in the office in company service 

	Short description of tasks
	Ticket sales and travel advice for Company and Group Travel / customer contact face-to-face and on the telephone

	Working hours
	40 hours, 5 week rota, early, daytime and late shifts between 6.45am and 8.30 pm alternating every day 

	Access to training 
	Training courses by two specialists who are part of the Munich DB Sales Ltd. team 

	Experience of restructuring 
	Being forced to move from East Germany to the West could partly be compensated by the railway enabling the couple to move to the same place and thus to live together. At first his wife also had a job at Munich central station but was forced to change jobs several times by assorted privatisations and closures, however all were in the Munich area / he views the increasing automation of ticket sales as a threat to personalised sales 


	Personal information

	Name/Code
	Barbara (Interview 13)

	Gender
	F

	Age
	40

	Ethnic origin 
	Indigenous, Bavarian origin

	Family status
	Married, living with partner and children

	Responsibilities in the family/support 
	The husband works part time where they live – he used to work full time and it wasn’t possible for Barbara to work again / Now she sometimes doesn’t see her children for days on end on account of the irregular shifts – but at such times her husband is present and takes over the household chores (with the exception of the washing) / the family has got used to Mum no longer being around all the time like earlier and being responsible for everything to do with the household and family 

	Children 
	2 (10 and 13 years old)

	Skill profile and trajectory

	Skills profile 
	Vocational A-level, middle grade of state service 

	Job history 
	Beginning of training with the railway in 1986, at first employed with in-train personnel, since the end of 1989 at ticket sales at Munich central station /  1994 to 2005 12 years altogether on leave (because of the children) / since 2006 employed full time once again in her old job 

	

	Type of organisation 
	DB Sales Ltd.

	Present job 
	Travel Advisor – General Counter

	Short description of tasks 
	Ticket sales and travel advice for private customers / increasing emphasis is being put on travel advisors encouraging more expensive sales as the simple standard sales are to be increasingly automated 

	Working hours
	40 hours, 12 week rota with constantly rearranged duty hours (early, daytime and late shifts between 6.45 am and 8.30 pm) 

	Access to training 
	Training courses by two specialists who are part of the Munich DB Sales Ltd. team 

	Experience of restructuring 
	Barbara took her leave from the day on which the rail reform took effect (1.1.1994) and did not return to paid work until 12 years later. In so doing she was able to keep her job. Thus much remained unchanged for her personally. However she sees negative effects of the restructuring like the planned privatisation of part of the rail connection she uses daily to commute – this could raise her travel expenses considerably if she is no longer able to travel at the very much cheaper price as a railway employee. She has to travel a relatively long distance, a job nearer her home not being possible because personnel at the local stations have been drastically cut back. 
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